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ENHANCED SERVICE LEVELS FOR
CALL-PROCESSING SERVICES

REFERENCE TO RELATED APPLICATIONS

The application is a continuation of U.S. application Ser.
No. 14/180,190, filed Feb. 13, 2014, which is a continuation
of U.S. application Ser. No. 13/444,312, filed Apr. 11, 2012,
now U.S. Pat. No. 8,670,536, which is a continuation of U.S.
application Ser. No. 12/783,014, filed May 19, 2010, now
U.S. Pat. No. 8,165,278, which is a continuation of U.S.
application Ser. No. 10/867,944, filed Jun. 14,2004, now U.S.
Pat. No. 7,742,586, the contents of which are incorporated
herein by reference in their entirety.

BACKGROUND OF THE INVENTION

1. Field of the Invention

The present invention relates to providing enhanced ser-
vice levels for call-processing services, for example during
calls between subscribers to the call-processing service.

2. Description of the Related Art

With recent advances in telecommunications technology,
service providers are providing more and more complex call-
processing services to their subscribers. For example, call-
processing services that are available to residential phone
subscribers can include answering machine service, caller ID,
call waiting, call forwarding, call blocking, and three-way
calling, to name just a few. Furthermore, the advent of call
handling and call-processing by technologies other than the
public switched telephone network (PSTN) has enabled addi-
tional call-processing services. Internet answering machine,
Internet call waiting, fax-to-email, and voice over IP are just
a few examples.

Providers of these call-processing services typically gen-
erate revenue by selling these services. The more services that
subscribers buy; the more revenue is generated for the service
provider. For convenience, the bundle of services purchased
by a subscriber shall be referred to as the subscriber’s service
level. The service level for different subscribers can differ not
only in which services are subscribed to, but also the quality
of the particular service. As an example of the former, one
subscriber might purchase Internet answering machine and
fax-to-email, whereas another only purchases Internet
answering machine. As an example of the latter, one sub-
scriber might purchase Internet answering machine with a
voice mailbox size of 10 minutes and maximum length of 30
seconds per voice mail, and another might purchase Internet
answering machine with a voice mailbox size of 30 minutes
and maximum voice mail length of 60 seconds.

In order to generate more revenue, service providers gen-
erally desire to enroll new subscribers and/or upgrade the
service levels for existing subscribers. One way that service
providers attempt to do this is by advertising. Advertising
campaigns announcing the roll out of new services, attempts
to generate media coverage or buzz for certain services, and
ad placements in traditional media are all attempts to obtain
new subscribers and/or to persuade existing subscribers to
upgrade their service levels. However, advertising can be
expensive and its effectiveness is not always apparent.

When multiple service providers offer similar services,
service providers often will also want to differentiate sub-
scription to their service from subscription to the other ser-
vices. Service providers will want to somehow make their
subscriptions “sticky” in order to prevent subscribers from
switching to other service providers. In recent years, some
telecommunications service providers have introduced bill-
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2

ing plans that are favorable to their subscribers. For example,
T-Mobile offers a wireless service where there is no per-
minute charge if the calling party and the called party both
subscribe to T-Mobile. However, although the pricing
depends on whether both parties subscribe to T-Mobile, the
actual service level does not.

Adding to these impediments, subscribers may not realize
that they want a service until they actually try it. For example,
a subscriber may believe he does not need fax-to-email
because he does not receive that many faxes and therefore
does not need email notification and/or email delivery of the
faxes. He may be content to wait until he returns to the office
to pick up any faxes sent to him. However, once he tries
fax-to-email, he may find that the service is actually very
useful to him, for example perhaps because the email-based
fax delivery service is more secure or perhaps because he
receives more faxes due to the convenience of the service.
Service providers have offered free or reduced rate trial peri-
ods where subscribers can try new services. However, this
still requires the subscriber to take the initiative of signing up
for the trial period. It can also require significant resources
from the service provider just to set up and administer the
trial.

Thus, there is a need for new approaches to call-processing
services that provide greater value to subscribers who sign up
for higher service levels. There is also a need for new
approaches to enroll new subscribers and to encourage exist-
ing subscribers to upgrade their service levels.

SUMMARY OF THE INVENTION

The present invention overcomes the limitations of the
prior art by enhancing service levels based on the subscriber
status of at least one of the calling party and the called party.
In one example, a calling party (the caller) places a call to a
called party (the recipient). At least one of the parties sub-
scribes to a call-processing service and the call normally
would be processed according to a predetermined service
level. However, the service level is enhanced in response to a
subscriber status for at least one of the parties, and the call is
processed according to the enhanced service level.

The determination of whether to enhance the service level
can be decided in many different ways. For example,
enhancement can be determined based on the caller’s and/or
the recipient’s service level. In one approach, the higher ser-
vice level of the two parties is used, assuming both parties are
subscribers. In another approach, additional enhancements
are made for subscribers calling other subscribers or for sub-
scribing to higher service levels. In another approach, service
levels are enhanced depending on whether the party(s) have
somehow been determined to be “important,” for example by
being listed in a subscriber’s address book.

Different types of enhancement are also possible. For
answering machine services, the length of the voice mail
message can be increased, the recipient’s personal greeting
could be played instead of a default greeting, or the number of
voice mail editing options could be increased, to name just a
few. For call waiting or call notification type services, call
notification can be delivered more quickly or with higher
priority or in real-time, or call notification can include dis-
playing the caller’s name and/or caller ID. In addition, the
recipient can be enabled to accept the incoming call, the
maximum length for the resulting call connection can be
increased, or the call or the voice mail can be streamed to the
recipient or delivered by email or other electronic means.

In one architecture for implementing service level
enhancement, a call-processing system is connected to the
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public switched telephone network (PSTN) and to the Inter-
net. The call is switched by the PSTN to the call-processing
system. For example, the call may be call forwarded from the
recipient’s phone line when it is busy. The call-processing
system determines whether service level enhancements are in
order and then processes the call according to the enhanced
service level. The call-processing system provides call noti-
fication, call streaming and other services to the recipient via
the Internet (e.g., to the recipient’s computer).

Other aspects of the invention include other methods,
devices and systems corresponding to the above.

BRIEF DESCRIPTION OF THE DRAWINGS

The invention has other advantages and features which will
be more readily apparent from the following detailed descrip-
tion of the invention and the appended claims, when taken in
conjunction with the accompanying drawings, in which:

FIG. 1 is a block diagram of a telecommunications system
suitable for use with the invention.

FIG. 2 is a block diagram of another telecommunications
system according to the invention.

FIG. 3 is a composite flow diagram illustrating different
aspects of operation of the system in FIG. 2.

FIG. 4 is a block diagram of one implementation of the
system depicted in FIG. 3.

FIG. 5 is a block diagram showing further details of the
call-processing system shown in FIG. 4.

FIG. 6 is a call flow diagram illustrating an example func-
tion implemented by the system depicted in FIGS. 4 and 5.

DETAILED DESCRIPTION OF THE PREFERRED
EMBODIMENTS

FIG. 1 is a block diagram of a telecommunications system
suitable for use with the invention. In this figure, a calling
party 2 (or caller) places a call to the called party 10 (or
recipient) viaa communications network 5. At least one of the
two parties 2, 10 subscribes to a call-processing service,
which is handled by call-processing system 24. In this dia-
gram, the call-processing system 24 is shown separate from
the communications network 5 for clarity. Depending on the
application, some or all of the call-processing system 24 may
be implemented within the communications network 5 and/or
devices operated by either party 2, 10.

The system operates as follows. The call placed by the
caller 2 is received, in this case by the call-processing system
24. Normally, call-processing (which includes processing of
voice calls as well as fax calls) would be applied according to
a predetermined service level, typically defined by the sub-
scriber’s contract. However, in certain situations depending
on the subscriber status of the party(s), the service level will
be enhanced and the call will be processed according to the
enhanced service level.

As an example, assume that the recipient 10 subscribes to
an Internet answering machine service. This service takes
messages and then allows retrieval of the messages via the
Internet. Thus, a caller 2 typically will leave a message for the
recipient and then hang up. Now also assume that a specific
caller 2 also subscribes to the Internet answering machine
service but at a higher service level that also includes an
Internet call connection service. The call connection service
allows the subscriber to receive calls on his computer via the
Internet. Normally, the recipient 10 would not have this
option since he has not subscribed to this service. However,
since the caller 2 has subscribed, the recipient’s service level
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4

is enhanced for this call and the recipient 10 is given the
option of taking the call on his computer.

This approach to enhancing service levels has many ben-
efits. First, it can be a good way to offer free trials of services.
Second, it can increase the value of higher service levels. As
a final example, it can increase word of mouth marketing for
services. If the recipient 10 is curious or has questions about
the Internet call connection service, he can immediately ask
the caller 2 who is a regular subscriber to the service. One
advantage of dynamic enhancement of service level is that the
added value received by both the caller and the recipient
preferably should cause both parties to promote the service to
other non-subscribers, thereby reducing subscriber chum and
improving growth of the subscriber base. In addition, the
caller 2 becomes a promoter of a higher level of service on
behalf of the service provider.

FIG. 2 is a block diagram of a more specific example. Two
networks are shown in FIG. 2: a public telephone network 4
and a data communications network 6. Examples of the pub-
lic telephone network 4 include the PSTN, Voice over IP
(VoIP) networks, and wireless networks. Examples of data
communications network 6 include the Internet, virtual pri-
vate data networks, and Wide Area Networks (WANs). The
data communications network 6 may carry information
besides just data. For example, it may carry both voice and
data simultaneously.

A caller 2 is connected to the public telephone network 4
(e.g., by a phone or fax machine) and a recipient 10 is con-
nected to the data communications network 6 (e.g., by a
computer or other data device). A call-processing system 24
is connected to both networks 4, 6. The connections can be
made either directly or indirectly. For recipient 10, examples
of data devices include computers, Personal Digital Assis-
tants (PDAs), and devices that combine both voice and data
(e.g., a Handspring Treo). The data device can be connected
to the data communications network 6 by any means, includ-
ing a dial-up connection, a broadband connection (e.g., DSL,
cable or direct fiber), a direct connection to the core of the data
communications network 6, or wireless access. The connec-
tions can be either permanent or temporary. In addition,
although the call-processing system 24 shown in FIG. 2 is
depicted as a single box, it should be understood that parts of
the call-processing system 24 may be distributed among the
different devices 2, 10 and networks 4, 6.

In FIG. 2, when a caller 2 places a call to the recipient 10,
the call is intercepted, received and handled by the call-
processing system 24. For example, the call may be for-
warded from the recipient’s phone number to a phone number
for the call-processing system 24, including Call Forward on
Busy (the call is forwarded when the recipient’s phone num-
ber is busy), Call Forward All (forward all calls regardless of
the state of the recipient’s phone number), and Call Forward
No Answer (forward the call if the recipient’s phone number
rings but is not answered). Alternately, the recipient’s phone
number may terminate at the call-processing system 24 so
that the call is routed directly to the can-processing system.
For example, the recipient may be assigned a local phone
number that terminates at the call-processing system 24. [f the
recipient already has a phone number, it can be local-number
ported—that is, ported from the local phone carrier to the
call-processing system 24, so that calls terminate directly at
the call-processing system.

FIG. 3 is a composite flow diagram that shows some of the
different call-processing options that can be implemented
with the invention. Different call-processing systems 24 can
implement the different features shown in FIG. 3. The recipi-
ent 10 is assumed to be a subscriber for an Internet call
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waiting service provided by the call-processing system 24. As
such, the call-processing system 24 has default rules for pro-
cessing calls destined for recipient 10. Upon receiving 52 a
call, the default is for the call-processing system 24 to handle
the call according to these default rules. In this example, the
default is for the call-processing system 24 to automatically
answer the call, send 62 a notification to the recipient 10 and
record 62 a voice mail message.

Before executing the default rules, the call-processing sys-
tem 24 determines 54 whether the caller 2 is also a subscriber.
Ifhe is, the call-processing system 24 enhances 55 the service
level for this call. In this example, in addition to notifying 58
the recipient, the call-processing system 24 also begins
streaming 56 the incoming call through the recipient’s com-
puter speakers. The recipient may send 60 additional instruc-
tions to the call-processing system 24 in response to either
receipt of the call or the notification. For example, the recipi-
ent may elect to forward the call to a different phone number
or take the call via his computer.

FIGS. 4-6 illustrate a specific implementation of the sys-
tem shown in FIGS. 1-3. In this implementation, the public
telephone network 4 includes the PSTN 104, and the data
communications network 6 includes the Internet 106. The
recipient 10 is using a computer terminal 110 to access the
Internet 106 via a dial-up connection.

FIG. 5 shows the details of one-implementation of the
call-processing system 124. It includes a call management
(CM) subsystem 108, a router subsystem 140, an online pres-
ence-detection Internet session management (SM) subsystem
122, a shared media storage (MS) subsystem 138, and a
database (DB) subsystem 136. The CM subsystem 108 inter-
faces to the PSTN 104 and manages inbound and outbound
calls. The router subsystem 140 interfaces to the Internet 106
and manages communications between the recipient’s data
devices and the various servers. The SM subsystem 122
monitors the status of the recipient’s data devices to deter-
mine availability for call notification and delivery services.
The MS subsystem 138 persistently archives voice messages.
The DB subsystem 136 contains records for subscribers. It
also contains rules to be applied for call handling/processing
and for determining the enhancement of service levels. It may
also store subscribers’ address books and/or preferences.
These various subsystems may be interconnected via Local
Area Networks (LLANs), private virtual networks running
over the Internet and/or Wide Area Networks (WANSs).

Referring to FIG. 4, the caller’s telephone 102 is connected
to a Local Exchange Carrier (LEC) switch via telephone lines
134. The caller’s phone 102 can be directly connected to the
LEC over conventional POTS (Plain Old Telephone System)
lines or via local extension lines behind a corporate Private
Branch Exchange (PBX).

InFIG. 5, the CM subsystem 108 is connected to the PSTN
104 via voice trunk circuits 118 that directly interface with the
Inter Exchange Carrier’s (IXC) circuit-switched or packet-
switched telephony network. Thus, advantageously, the call-
processing system 124 does not have to be directly serviced
by the same LEC switch or PBX. Because of this, the call-
processing system 124 or its individual subsystem compo-
nents can be located in a different geographical area (e.g., a
different country) than the sender and recipient. In this
embodiment, the call-processing system 124 is locally
attached to a LEC switch with a physical line or local trunk
interface circuit. In such cases, the switch may or may not be
serving the caller’s telephone 102. In yet another embodi-
ment, the CM subsystem 108 may be connected to the PSTN
104 via a VoIP network and associated routers 142.

10

15

20

25

30

35

40

45

50

55

60

65

6

The trunk circuits 118 are not limited to a particular sig-
naling convention. For example, the present invention can be
utilized with a Common Channel Signaling (CCS) system,
such as Signaling System 7 (SS7), that has separate voice/
user data and signaling channels. In addition, the present
invention can be used with other signaling methods, such as
the following trunk-side signaling interfaces: ISDN-PRI,
Advanced Intelligent Network (AIN), and/or Service Node
architectures. Preferably, the selected signaling system pro-
vides a suite of call-presentation information to the call-
processing system 124, including one or more of the follow-
ing:

ANI—Automatic Number Identification (“Caller ID”): the

phone number and privacy indicator of the calling party
(the caller in this example).

DNIS—Dialed Number Identification System: the phone
number of the called party or of the call processing
system in the case of a forwarded call.

OCN/Redirecting—Original Called Number Identifica-
tion: phone number of the original called party (the
recipient in this example) in the case of a forwarded call.

The telephone line 114 may be shared with one or more
computer terminals 110. For example, telephone 112 shares
the telephone line 114 with a computer terminal 110. In this
example, the telephone line 114 is used to establish a dial-up
connection for a computer terminal 110, via the computer
modem, to an Internet Service Provider (ISP) offering dial-in
remote-access service connections from the PSTN 104 via
trunk interface circuits 120. The computer terminal 110 can
also be connected to the Internet 106 via a broadband con-
nection (such as a DSL or cable modem service, or a T1 line).
While the recipient’s data device is shown as a computer
terminal 110 in FIG. 4, it can also be an interactive television,
a network-enabled PDA, another IP (Internet Protocol)
device, or the like. If the computer terminal 110 is a personal
computer, it can be equipped with a monitor, keyboard,
mouse, disk drive, sound card (or similar sound-reproduction
circuitry, such as a codec), streaming media playback soft-
ware (such as Microsoft’s Media Player program), speakers,
and a modem (such as a standard V.90, 56K dial-up modem).

In this implementation, a client application 116 for the
call-processing system 124 resides and executes on the com-
puter terminal 110. The client application 116 is connected to,
and communicates with, the call-processing system 124 via
the Internet 106.

The call-processing system 124 optionally hosts a web site
used by subscribers of the service to set up and manage their
accounts. Set-up and management functions can be imple-
mented by the client application 116 as well.

The SM subsystem 122 monitors the Internet for online IP
devices registered to subscribers to determine their availabil-
ity for receiving calls. When a subscriber connects to the
Internet using a dial-up ISP, for example, the client applica-
tion 116 makes the subscriber’s online presence known to the
call-processing system 124. Presence detection can be per-
formed by the SM subsystem 122 polling or pinging the client
application 116, or by the client application 116 transmitting
a “Login/I'm alive” message and/or subsequent periodic
“Keep alive” messages to the SM subsystem 122. This is just
one example of presence management. Broader presence
management techniques could be employed, including IETF
SIMPLE technology.

If, rather than using a dial-up connection, the subscriber is
using a broadband, always-on connection (such as a DSL or
cable modem service), the client application 116 typically
becomes active when the computer terminal 110 is turned on
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or powered up, and it stays on until the subscriber manually
shuts down the client application 116 or the computer 110 is
turned off or powered down.

FIG. 6 is a call-flow diagram that illustrates one example of
call handling. For clarity, the full details shown in FIGS. 4-5
are not repeated in FIG. 6. In this example, the calling party 2
places the call from telephone 102 and the recipient 10 nor-
mally would receive the call on telephone 112. The recipient
subscribes to a service that transmits a call notification to the
recipient when the recipient’s phone line 114 is busy.

The calling party calls 501 the called party phone line 114
connected to the telephone 112 and computer 110. In this
example, the computer 110 is using the phone line 114 to
access the Internet 106 or other computer network, and so is
online. The PSTN 104 detects that the called party phone line
114 is busy 502. In accordance with a call forwarding service
503, the PSTN 104 forwards the call on busy to the call-
processing system 124 via the voice trunk circuits 118. The
call-processing system 124 receives 503 the incoming call
and, based at least in part on the phone number called (obtain-
able from the Redirecting/OCN number field for example),
the CM subsystem 108 queries the SM subsystem 122 and the
DB subsystem 136 to determine whether the forwarded num-
ber is registered to a subscriber and if so, then the recipient’s
service level, what the recipient’s call-handling preferences
are, and whether the recipient is online. The CM subsystem
108 also queries the SM subsystem 122 and the DB sub-
system 136 to determine whether the caller’s phone number
(obtained from the ANI number field, for example) is regis-
tered to a subscriber and if so, the caller’s service level, and
what the caller’s call-handling preferences are. A comparison
is made between the service levels of the calling and called
parties and the service level is enhanced to match the higher
service level of the two. In this example, assume that the
enhancement adds streaming of messages, which normally is
not part of the recipient’s service level.

If the recipient’s computer terminal 110 is online, the CM
subsystem 108 opens a communication channel over the
Internet 106 to the client application 116 running on the
recipient’s computer terminal 110. The call-processing sys-
tem 124 transmits 504 a call notification to the recipient’s
computer terminal 110. This is a part of the recipient’s regular
service level.

In this example, the call notification consists of the Caller
ID of the caller. The Caller ID may come from different
sources. For example, it may be provided during set up of the
call by the telephone network. The information may also be
automatically entered into the recipient’s address book. A
sound notification can be included in the notification in the
form of ringing, which is produced through the recipient’s
computer 110 speakers. In addition, the CM subsystem 108
performs a Caller Name database lookup using the Caller ID
of'the caller. The Caller Name, if available, is transmitted 504
to the client application 116 and displayed to the recipient.

Around the same time (it may be before or after), the
call-processing system 124 answers 505 the incoming call
and establishes 506 a full-duplex (two-way) talk path with the
caller. The CM subsystem 108 plays 507 a greeting to the
caller and then records and stores the caller’s voice message
in the MS subsystem 138. As an enhancement to the recipi-
ent’s regular service level, the CM subsystem 108 simulta-
neously streams 508 the voice through the opened Internet
channel to the client application 116 (or other media player)
on the recipient’s computer terminal 110. The client applica-
tion 116 or media player plays the message to the recipient.
The subscriber is presented an option to “take-the-call” on his
computer or transfer the call to another phone.
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Ifthe subscriber chooses not to take the call, after the caller
completes his/her message, the call is terminated 509. The
call-processing system 124 releases trunk resources and sig-
nals 509 call termination to the PSTN 104. The call-process-
ing system 124 also signals 510 completion of the call to the
recipient by sending a corresponding control message, which
is displayed to the recipient, via the client application 116, as
an entry in the call log (for example, 30-second call).

In conventional approaches, services ordered by a sub-
scriber function in a predetermined manner, as specified by a
user manual or by contract, and service levels are not affected
by service interaction with other subscribers. By using the
approach described above, if a service provider determines
that the caller and/or recipient were subscribers, the provider
could enhance the experience for both parties. For example,
the telecommunications provider could increase the message
recording length from 30 seconds to 1 minute for all callers
who subscribe to the provider’s service. The benefit of the
increase would be that the caller could leave a longer, more
complete message while the recipient, because of the com-
pleteness of the message, may not have to return the call.
Dynamic subscriber-to-subscriber service enhancements
preferably would create an important incentive for the sub-
scriber to encourage non-subscribers to subscribe to the pro-
vider’s call-processing services and to encourage existing
subscribers to upgrade their service levels.

Although the detailed description contains many specifics,
these should not be construed as limiting the scope of the
invention but merely as illustrating different examples and
aspects of the invention. It should be appreciated that the
scope of the invention includes other embodiments not dis-
cussed in detail above. For example, in many of the examples
given above, the service level was enhanced to equal the
higher service level subscribed to by either the calling party or
the called party, but enhancement of service levels can be
decided in other ways.

Table 1 gives an example where there are three service
levels. The letter H designates the highest level of service, the
letter M a mid-level of service, and the letter L the lowest level
of service. Normally, the call is processed according to the
service level of the called party (i.e., the service level shown
in the third column). However, in this example, service levels
are enhanced to match the higher of the two service levels.
Columns four and five show the service level enhancement, if
any, relative to the normal service level for both the calling
and the called parties. Case three, for example, is an instance
in which the calling party is at the highest level of service (H)
and the called party is at the lowest level of service (L).
Normally, the call would be processed at service level L.
However, the service level is enhanced to the higher level of
the calling party for the duration of the call, so the call is
actually processed at service level H, as indicated by the
notation L—H in column five.

TABLE 1

Service Service MtoM MtoM

Level Level Service Service
Match Match Level Level

Call-  Call- Appliedto Applied to Upgrade to Upgrade to

Case ING ED Call-ING  Call-ED  Call-ING  Call-ED

1 H H H H H->H+ H->H+
2 H M H M->H same same
3 H L H L->H same same
4 M H M->H H same same

5 M M M M M->H M->H
6 M L M L->M same same
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TABLE 1-continued

Service Service MtoM MtoM

Level Level Service Service
Match Match Level Level

Call- Call- Appliedto Applied to Upgrade to Upgrade to

Case ING ED Call-ING  Call-ED  Call-ING  Call-ED
7 L H L->H H same same
8 L M L->M M same same

9 L L L L L->M L->M
10 None H — H same same
11 None M — M same same
12 None L — L same same

The sixth and seventh columns show another variation that
adds more enhancements to those already existing in columns
four and five. In the previous example, if both parties are
subscribers, there will always be a service level enhancement
except when both parties subscribe to the same service level.
For example, in case five, both members have service level M,
so the call is processed at service level M under columns four
and five, which is not an enhancement for either party. In
columns six and seven, these cases also receive service level
enhancements. In case five, the service level is enhanced to H
for the duration of the call. The notation “same” in columns
six and seven indicate that the service level enhancement is
the same as in columns four and five. In the example of
columns six and seven, the service level is enhanced when-
ever two subscribers participate in the call. In case one, the
service level of H is enhanced to become H+(an even higher
level of service) because the recipient subscribes to level H
and he is being called by another subscriber to level H. This
might be done in order to reward or encourage subscribers to
call other subscribers, to encourage subscribers to enroll in
the highest level of service and/or to encourage level H sub-
scribers to encourage their friends to upgrade to level H. In
case nine, the call is enhanced to level M (rather than pro-
cessed at level L), for example to encourage both subscribers
to upgrade their service to level M. Note that in this example
no enhancements are provided for calls originating with non-
subscribers (cases 10-12). Enhancements occur only if both
parties are subscribers and, in columns six and seven,
enhancements always occur if both parties are subscribers.

Other methods for enhancing the service level will be
apparent. For example, whether to enhance the service level
or how much to enhance the service level can be based solely
according to the calling party’s service level, or the called
party’s service level, rather than on both service levels. It can
also be based on other factors within the subscriber status,
such as how long the subscriber has been a subscriber. It can
also be based on factors within the subscriber status in com-
bination with other factors, such as time of day, geographical
location, and whether the service provider is offering a pro-
motion.

Table 2 shows an example where enhancement occurs for
“very important callers/callees” (VICs). In this example, cer-
tain parties are designated as VICs. For example, the sub-
scriber might actively fill out a list of VICs, or designate
certain parties as VICs when entered into the subscriber’s
address book. Alternately, VICs may be defined by the sub-
scriber’s call history, for example those parties which are
called or which call the subscriber on a regular basis. Alter-
nately, all parties in the subscriber’s address book may be
considered to be VICs. Regardless of the definition, in cases
1-3 of Table 2, if a VIC calls the subscriber, then the service
level is automatically enhanced, even if the VIC is not a
current subscriber. In cases 4-6, if a subscriber calls the VIC
(e.g., by originating a call from an address book entry), then
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the service level is also enhanced. For example, if the calling
line is busy, the subscriber might be asked if he would like a
call-back when the VIC’s line is available (e.g., camp-on
service). In addition to improving the value of the call-pro-
cessing service, this enhancement rule incentivizes the sub-
scriber to populate his address book (if VICs are defined
based on the address book).

TABLE 2
VIC Service VIC Service
Level Upgrade  Level Upgrade
Case Call-ING  Call-ED to Call-ING to Call-ED

1 VIC H — H->H+
2 VIC M — M->H
3 VIC L — L->M
4 H VIC H->H+ —
5 M VIC M->H —
6 L VIC L->M —

As some final variations, there are many ways in which
service levels can be enhanced. For example, for answering
machine services, the maximum length of the voice mail
message can be increased, the called party’s personal greeting
could be played instead of a default greeting, or the number of
voice mail editing options could be increased, to name just a
few. For call waiting or call notification type services, call
notification can be delivered more quickly or with higher
priority or in real-time, or call notification can include dis-
playing the caller’s name and/or caller ID. In addition, the
recipient can be enabled to accept the incoming call, the
maximum length for the resulting call connection can be
increased, or the call or the voice mail can be streamed to the
recipient or delivered by email or other electronic means.

What is claimed is:
1. A method of providing call processing services, com-
prising:

communicating, by a computer system comprising hard-
ware, with a first software program on a first computing
device associated with a first user, the first user associ-
ated with an account of a communication service and
entitled to a first level of service features with respect to
the communication service;

communicating, by the computer system, with a second
software program on a second computing device asso-
ciated with a second user, the second user associated
with an account of the communication service and
entitled to the first level of service features with respect
to the communication service;

receiving, at the computing system, a first call for the first
user, wherein the first call is associated with call infor-
mation indicating that the first call is originated from the
second software program;

based at least in part on the first user and the second user
being associated with respective accounts of the com-
munication service, enabling a call connection between
the first software program and the second software pro-
gram at an enhanced level of service features;

receiving at the computing system a second call for the first
user wherein the second call is placed from a telecom-
munication device associated with a third user; and

based at least in part on the third user not being associated
with an account of the communication service, not pro-
viding the enhanced level of service features to the first
user, the third user, or the first user and the third user with
respect to the second call.
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2. The method as defined in claim 1, the method further
comprising:
based at least in part on the first user and the second user
being associated with respective accounts of the com-
munication service, providing, in substantially real-
time, an enhanced call notification to the first user;

receiving a third call for the first user wherein the third call
is placed from a telecommunication device associated
with a fourth user; and

determining whether an address book of the first user has

an entry for the fourth user; and

providing an enhanced level of service with respect to the

third call for the first user from the fourth user based at
least in part determining that the address book of the first
user has an entry for the fourth user.

3. The method as defined in claim 1, the method further
comprising providing an enhanced level of service with
respectto a third call for the first user from a fourth user based
at least in part on a determination that an address book of the
first user has an entry for the fourth user.

4. The method as defined in claim 1, the method further
comprising: based at least in part on the first user and the
second user being associated with respective accounts of the
communication service, causing a name of the second user to
be displayed to the first user in association with the first call.

5. The method as defined in claim 1, further comprising:
based at least in part on the first user and the second user being
associated with respective accounts of the communication
service, providing, in substantially real-time, an enhanced
call notification to the first user.

6. The method as defined in claim 1, wherein the enhanced
level of service feature comprises a three-way calling feature.

7. The method as defined in claim 1, wherein the first call
is over a circuit-switched or packet-switched network.

8. The method as defined in claim 1, wherein the first
computing device associated with the first user comprises an
interface to a broadband network.

9. The method as defined in claim 1, wherein the first
computing device associated with the first user is configured
to communicate using Voice over IP.

10. The method as defined in claim 1, wherein the first
computing device associated with the first user comprises a
voice and data device.

11. The method as defined in claim 1, wherein communi-
cating, by the computer system, with the first software pro-
gram on the first computing device associated with the first
user comprises monitoring an online presence of the first
software program.

12. The method as defined in claim 1, wherein the first call
is a Voice over Internet Protocol call.

13. The method as defined in claim 1, wherein the telecom-
munication device associated with the third user comprises a
telephone.

14. A system, comprising:

one or more computing devices;

a network interface; and

non-transitory computer readable memory storing pro-

gram code that when executed by the one or more com-

puting devices is configured to cause the system to at

least:

communicate over the network interface with a first
software program on a first computing device associ-
ated with a first user, the first user associated with an
account of a communication service and entitled to a
first level of service features with respect to the com-
munication service;
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communicate over the network interface with a second
software program on a second computing device
associated with a second user, the second user asso-
ciated with an account of the communication service
and entitled to the first level of service features with
respect to the communication service;

receive a first call for the first user, wherein the first call
is associated with call information indicating that the
first call is originated from the second software pro-
gram;

based at least in part on the first user and the second user
being associated with respective accounts of the com-
munication service, enable a call connection between
the first software program and the second software
program at an enhanced level of service features;

receive a second call for the first user wherein the second
call is placed from a telecommunication device asso-
ciated with a third user; and

based at least in part on the third user not being associ-
ated with an account of the communication service,
not provide the enhanced level of service features to
the first user, the third user, or the first user and the
third user with respect to the second call.

15. The system as defined in claim 14, wherein the system
is configured to:

based at least in part on the first user and the second user

being associated with respective accounts of the com-
munication service, provide, in substantially real-time,
an enhanced call notification to the first user;

receive a third call for the first user wherein the third call is

placed from a telecommunication device associated
with a fourth user; and

determine whether an address book of the first user has an

entry for the fourth user; and

provide an enhanced level of service with respect to the

third call for the first user from the fourth user based at
least in part determining that the address book of the first
user has an entry for the fourth user.

16. The system as defined in claim 14, wherein the system
is configured to provide an enhanced level of service with
respectto a third call for the first user from a fourth user based
at least in part on a determination that an address book of the
first user has an entry for the fourth user.

17. The system as defined in claim 14, wherein the system
is configured to, based at least in part on the first user and the
second user being associated with respective accounts of the
communication service, cause a name of the second user to be
displayed to the first user in association with the first call.

18. The system as defined in claim 14, wherein the system
is configured to, based at least in part on the first user and the
second user being associated with respective accounts of the
communication service, provide, in substantially real-time,
an enhanced call notification to the first user.

19. The system as defined in claim 14, wherein an
enhanced level of service feature comprises a three-way call-
ing feature.

20. The system as defined in claim 14, wherein the first call
is over a circuit-switched or packet-switched network.

21. The system as defined in claim 14, wherein the network
interface comprises a circuit-switched interface and a packet-
switched network interface.

22. The system as defined in claim 14, wherein the first
computing device associated with the first user is configured
to communicate using Voice over IP.

23. The system as defined in claim 14, wherein the first
computing device associated with the first user comprises a
voice and data device.
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24. The system as defined in claim 14, wherein communi-
cation over the network interface with the first software pro-
gram, by the computer system, comprises monitoring an
online presence of the first software program.

25. The system as defined in claim 14, wherein the first call
is a Voice over Internet Protocol call.

26. The system as defined in claim 14, wherein the tele-
communication device associated with the third user com-
prises a telephone.

27. Non-transitory computer storage media, comprising
instructions that when executed by the one or more computers
cause the one or more computers to perform operations com-
prising:

communicating with a first software program on a first

computing device associated with a first user, the first
user associated with an account of a communication
service and entitled to a first level of service features
with respect to the communication service;
communicating with a second software program on a sec-
ond computing device associated with a second user, the
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second user associated with an account of the commu-
nication service and entitled to the first level of service
features with respect to the communication service;
receiving a first call for the first user, wherein the first call
is associated with call information indicating that the
first call is originated from the second software program;
based at least in part on the first user and the second user
being associated with respective accounts of the com-
munication service, enabling a call connection between
the first software program and the second software pro-
gram at an enhanced level of service features;
receiving a second call for the first user wherein the second
call is placed from a telecommunication device associ-
ated with a third user; and
based at least in part on the third user not being associated
with an account of the communication service, not pro-
viding the enhanced level of service features to the first
user, the third user, or the first user and the third user with
respect to the second call.

#* #* #* #* #*
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